- ACKNOWLEDGE WHAT EVER THE CUSTOMER SAYS
- PDE
- OFFER SURVEY

AMAZON: -eGc (1BD) Check spam
- via donotreply@vcdelivery.com
- fulfills contract
- Document Brand and Model
- Reinforce value
--------------------------------------

-----------------------------------------
Survey Contact:

918772324167
4111080107

receipts@assurant.com
contracthelp@assurant.com
maceclaims@assurant.com
THDwaterheater@assurant.com
-------------------------
CONTACT NUMBERS!

Dial Language Line Services at (888) 432-8097
Security Code:  716685

888-481-4849 - Billing
866-788-4015 - Nebraska
866-864-8742
888-838-3421 - Harbor Freight
866-369-1178 - Claims department (opt 1)
800-852-2244 - Assurant Customer Service
866-383-3933 - GE (1GEFS01)
800-905-9505 - A&E (AECORP2)
800-554-6386 - Assurant Service Now
855-844-3377 - Home Depot
800-243-0000 - LG Premium Repair
800-688-9900 - MAYTAG
800-422-1230 - KITCHENAID
800-843-0304 - AMANA
800-688-1100 - JENNAIR
800-253-1301 - WHIRLPOOL
888-732-7701 - DM CLAIMS
888-481-4849 - DM FL (Opt. 4)
800-304-5994 - DM SALES
800-626-2224 - Sales (DM only)
888-481-4849 - DM Spanish (Opt 9)
866-369-1178 - Service Support Department(3rdPR/TPR)
866-317-7485 - Whirlpool sales
424-233-2058 - Whirlpool (Spanish)
855-844-3377 - Assurion (June 1st, 2011)
866-298-1319 - AIG (May 1, 2016)
866-265-0028 - AIG (May 1, 2016)
888-775-6937 - LOWES Service Advantage
800-437-3783 - Samsung (All dealers)
855-224-4984 - Samsung (Sales)
855-224-2783 - SAMSUNG
800-469-4663 - Sears
866-567-3652 - Sears Outlet Warranty Support
866-853-3434 - GE Appliance Repair · Phone
800-386-1215 - GE Consumer Relations (Opt. 5)
800-626-2002 - GE Parts Department (Opt. 5)
888-237-8289 - BEST BUY
817-785-6601 - Warrantech (HH Greg)
866-216-1072 - Amazon
888-280-4331 - Amazon
877-273-1738 - Ebay
800-322-1189 - JC Penny
800-444-3353 (Option 1) HFT SALES
888-881-2622 - Asurion Customer Service
800-374-4432 - Fridgidaire
631-878-2033 - RODS TV 
888-577-8246 - AF Uniters
800-253-3957 - AF Guardsmen(Furnitures prior to 10/24/2021)

AIG: 866-265-0028 below are all AIG #'s
Amana 866-265-1149
Jenn-Air 866-265-2073
KitchenAid 866-265-2082
Maytag 866-265-0029
Whirlpool or Other 866-265-0028

AT&T Cell Phone Insurance 888-562-8662
Google Cell Phone Insurance 877-406-4372
MetroPCS Cell Phone Insurance 866-667-2540
Sprint Cell Phone Insurance 800-584-3666
T-Mobile Cell Phone Insurance 866-866-6285
US Cellular Cell Phone Insurance 800-480-0167
Verizon Cell Phone Insurance 800-256-4646
Xfinity Mobile Phone Insurance 855-884-9771

AMERICAN HOME SHIELD 888-682-1043
ASURION / Home Depot, JC Penney, Staples Furniture, Ipad, LaptopJC Penney 800-322-1189
Home Shopping Network (HSN) after 02/15/2017 866-856-3882after 2011 855-844-3377BEFORE 2011 877-843-3777 (Contract that is being handle by Assurant.) (opt.2)
Badcock Extended Warranty 888-616-6673
BRANDS MART USA 800-228-2731
Best Buy 800-237-8289GEEK
SQUAD PROTECTION 800-433-5778(ESC that's been purchase from Best Buy)
GUARDSMAN (ESC for furnitures from NFM) 800-253-3957
HH GREGG ESC 800-446-9134
Cornerstone United (ESC from Scratch and Dent) 877-667-1762
Costco ESC 866-861-0450
Ebay ESC 877-900-7283
LG Premium Care 866-618-5775
LOWES CUSTOMER SERVICE 800-445-6937LOWES ESC 888-775-6937
MENARDS ESC 866-505-4795
NEW LEAF PROTECTION PLUS 855-879-6395(Howard's Appliance)
NSI PROTECTION PLUS 888-446-8008
PC RICHARDS AND SON ESC 800-696-2000
RADIO SHACK ESC 800-433-5502
RC WILLEY ESC 888-448-3750
Samsung Premium Care 866-371-9501 
SAMSUNG PROTECTION PLUS 855-224-4984 (opt.2)
Square Trade ESC (Staples ESC) 877-927-7268 (2,6,2,6)(handles COSTCO)
Ferguson ESCTrue Blue Service Plan 877-616-2885
WHP Canada 416-733-3360
-----------------------------
Service Expediting Team 866-751-9176
***CSTA Extensions****

Windy Monfort 4019302
Corey Bell 4452050
Kirt Lewis 4453419
Melody Lawson 4454750
Tiffany Minnick 4452453
Kirk Trimble 4457902
Daniel Gutierrez 4457908
Tommy McGaughy 4019318
Harriet Byrd 4019321
Daniel Simon 4452341
Delisa Dixson 4452316
Alan Baty 4454334


https://www.50states.com/abbreviations.htm
https://alorica-my.sharepoint.com/personal/rb005600679_alorica_com/Documents/Microsoft%20Teams%20Chat%20Files/MON.txt
https://www.timeanddate.com/worldclock/usa/new-york
https://www.timeanddate.com/worldclock/usa/los-angeles
http://w6-mia.assurant.com/agentdesktop/customers/
http://w6-atl.assurant.com/agentdesktop/customers/
https://w6-atl.assurant.com/agentdesktop/customers/start.do
https://compass-hro.helpjuice.com/
https://myapplications.microsoft.com/
https://archive.org/details/@pharchive2022
https://www.enjoy4fun.com/
https://ww1.tinyzone.org/
https://tcvmweb26.zviq.com/Login.aspx#/evaluations/view
https://www.assurant.com/assurant-phone-numbers
https://assurant.service-now.com/myit



https://www.providesupport.com/blog/positive-phrases-and-empathy-statements-for-customer-service/
https://www.providesupport.com/blog/customer-service-cheat-sheet-for-live-chat-support-operators-with-examples-of-responses/
https://www.callcentrehelper.com/acknowledgement-statements-customer-service-108473.htm

jarriola Welcome2023!
w14ckq Farbehind113010
Rlamasan Coffeelover2023@05
gb5451  Coffeeisthebestforyou#46

--------------------------------------------------
Caller's name: 
What item: 
What's problem: Not working
When it happened: Today
Product SKU Number: 
Store number: 



-------------------------------------
Caller's First name: 
When problem began: 
Product failure: 



Caller's First Name: 
What is needed: 
Action Taken: 

Caller's First name: 
When problem began: 
Has email/phone info changed? 
Product Failure: 
-------------------------

-Thank you for calling my name is Henry who do I have the pleasure of speaking with today?
-Hi there ____________ how can I help?
-I am sorry that your ______ is_______. It is quite disappointing and it will cause a lot of
inconvinience especially __________. Anyway, thank you for letting us know, we need to set
an appointment for you right away.
-Can I have your phone number so I can pull up your account? Fantastic! Gimme a few seconds.
-I need to confirm the name on the contract is_______ how are you related? Perfect!
-The ________ is an __________ the model number I have is_________ is this correct? Awesome!
-The ________ is located at __________, wonderful! Will the best callback number be ___________, Thanks!
Lastly the email here is ___________ is it active? Thank you!
Ok let me just create a work order for you just bear with me. Marvelous!
-Your appointment is __________ and an email should be automatically generated containg the details of your claim.
-I there anything else I can assist you with?
-If you still have time can you particiapate in a quick two question survey based on how I assited you? Fantastic!
-Thank you for calling and have a great day!


-Thank you for calling my name is Henry who do I have the pleasure of speaking with today?
-Hi there ____________ how can I help?
-I am sorry that the customer had to deal with this problem but thank you helping out.
-Oh no, with such a problem it will be quite a problem to ___________
I'll be processing your request and provide you the RA number, alright.
-Can you provide me with the phone number associated with the extended warranty? Wonderful!
-I need to confirm the name on the contract is_______ how are you related? Perfect!
-Can you also confirm the SKU# and when it was purchased? Fantastic!
-What is the store number? Magnificent!
-Just bear with me _________ let me just finish this documentation. Thanks!
--Oh BTW, once processed it will fulfill the warranty. Also, you can contact HFT store to confirm they have in on stock.
--Please inform the customer that any fluid oil or gas should be taken off before returning. Perfect!
-Are you radey to take down the RA#? Your RA# is. Can you repeat that for me to be sure? Awesome!
-That's it is there anything else I can help you with?
-Thank you for calling and have a great day!
--------------------------------------

1. Phone Number  
> Can I get your phone number that is associated w/ your contract? 
> Is this the best number to reach you? 
2. Secondary Phone #  
3. Contract #  
4. Incident #  
5. First and Last name + zip code  
6. If still NCF, perform a Wild Card Search

   o Enter first 3 letters of First name followed by an * in First Name field                                
   o Enter first 3 letters of Last Name followed by an * in Last Name field  
   o Select applicable state from drop down box in State field  

7. If still NCF, perform an Extended Contract Search

DISPATCH HANDLING THE CALL

1.FIND CUSTOMER 
2.LOCATE CONTRACT BY STICKING THE MOUSE CURSOR 
3.UPDATE REGISTRATION (verify address, and Email) 
4.SHOW/UPDATE PRODUCTS (Model#, PURCHASE PRICE (it depends if it shows 0 or 1 ask the purchase price) 
5.INCIDENTS 
6.CREATE INCIDENT

   - Covered Product (TOP) 
   - Support Group (MIDDLE) 
   - Resolution (BOTTOM)

>Can I place your call on hold for 1-2mins. and I will just contact the service provider. 
>Thank you.  

7.DISPATCH SERVICE 
8.VALIDATE (BLUE BUTTON RIGHT SIDE) 
9. SERVICE TYPE CHOOSE DISPATCH 2.0 
10. Click "not working" Check Box then Click "Get Availability 
11. Provide earliest/nearest apt to the customer 
12. Put the Problem Description 
13. Schedule Appointment 
14. Provide expectation

TEMPLATE FOR NEW CLAIM CALL

Caller's First Name:
Problem Failure:
When did the issue happen:

PDE FOR NEW CLAIM CALL

   - If the Cu have DEDUCTIBLE
   - PLS PROVIDE THE DED AMOUNT, THE TAX AND THE TOTAL AMOUNT.

   -With Email 
   o “Since you provided us with your email address, you’ll receive an email with the details of your claim in less than 15 minutes.”

  -Without Email 
   o Give the apt date/time 
   o Give SP name & phone # 
   o Someone 18 yrs + must be present when the service technician arrives 
   o "They may need additional apt if parts need to be ordered for your appliance/unit." 
   o "And the Service Provider may call before they arrive."

TV: If hung on wall, will need to be removed prior to apt for tech to service.

-Ask if there is anything else you can do to assist: 
   -“Is there anything else I can help you with today?”

-Offer the survey on every call (except for Harbor Freight calls, non-English speaking customers, misrouted calls, transfers such as tech support, or escalations, store reps and SPs), using the following suggested scripting: 
  -“Do you have a moment to participate in a brief survey regarding your call with me today?” 
Choose the applicable closing:


-With Transfer to Survey: 
-“May I place you on hold momentarily while I transfer your call to the survey?” 
-“Thank you for calling Customer Service.  Have a great day!”

-Without Transfer to Survey: 
-“Thank you for calling Customer Service.  Have a great day.”

TEMPLATE FOR REWORK CALL

Caller's First Name:
Problem Failure:
When did the issue happen:
Has Any information Changed?

PDE FOR REWORK CALL 
   -With Email 
   o “Since you provided us with your email address, you’ll receive an email with the details of your claim in less than 15 minutes.”


  -Without Email 
   o Give the apt date/time 
   o Give SP name & phone # 
   o Someone 18 yrs + must be present when the service technician arrives 
   o "They may need additional apt if parts need to be ordered for your appliance/unit." 
   o "And the Service Provider may call before they arrive."


TV: If hung on wall, will need to be removed prior to apt for tech to service. 
-Ask if there is anything else you can do to assist: 
   -“Is there anything else I can help you with today?”


-Offer the survey on every call (except for Harbor Freight calls, non-English speaking customers, misrouted calls, transfers such as tech support, or escalations, store reps and SPs), using the following suggested scripting: 
  -“Do you have a moment to participate in a brief survey regarding your call with me today?” 
Choose the applicable closing:


-With Transfer to Survey: 
-“May I place you on hold momentarily while I transfer your call to the survey?” 
-“Thank you for calling Customer Service.  Have a great day!”


-Without Transfer to Survey: 
-“Thank you for calling Customer Service.  Have a great day.”


TEMPLATE FOR STATUS CALL


Caller's First name:
What is needed:
Action Taken:


PDE FOR STATUS CALL


*If the cu asked why, it is with Locating Team? 
*Possible scenario
*NO SP FOUND within their area.

 
- LOCATING TEAM 
   - Advised to wait 1-2BD for someone to contact them via email or phone call from our locating team.


- CHECK BEEN PROCESSED WITH (ASSURANT CHECKS) 
  -  Expect FOR a check for <$ XX.XX> w/in 7-10 bus day
  - Sent via USPS in a plain white envelope from federal warranty service corp. 
  - Replacement of <product> with check fulfills contract.  


- UNDER SUPERVISOR REVIEW (FOR BUY OUT)
  - DO NOT MAKE OFFER 
  - Advised to wait 2-3DBD for the final offer regarding to the possible replacement.  


- EGC (AMAZON) 
  - eGC issued for <$XX.XX> and you can expect email in to arrive w/in 1 bus day from: 
    Amazon: donotreply@vcdelivery.com 
  -Suggested Scripting: "You will receive your electronic gift card in your email within 1 business day.  Make sure you check your spam folder if you don't see it in your inbox." 
  -Replacement of <product> with eGC fulfills contract 


- IN STORE CREDIT (NFM)  
  -Provide incident # and amount 
  -Provide contract number.:  
  -In Store CREDIT are valid for 90 days from date of issue  
  -If less than the amount is used, remainder is forfeited - must be used in full. 
  -Replacement of product fulfills contract (only, when single product on contract)  


- PARTS PROCESSED (ORDER) 
  - We allow SP to processed or to order the parts 7BD.  
  -"if the cu did not receive any parts or any update, escalate the claim in the 8BD  
  - For PARTS DELAY, and if there is no parts order in the claims, ESCALATE for SERVICE DELAY.  
  - PARTS DELAY OR SEVICE ESCALATION IS 2BD  








